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MISSION, VISION, & VALUES 
 

Mission Statement 
The mission of the North Shore Regional 911 Center is to serve as the communications link 
between our member communitiesΩ citizens and their public safety agencies. 
 

Our Vision 
Its vision is to exceed national standards and best practices by providing high-tech, up-to-date 
911 services in the most fiscally reasonable method. 
 

Values 
 
× Caring 
× Supporting 
× Innovating 
× Serving 

 

 
Image 1: North Shore Regional 911 Center 
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INTRODUCTION 
 

North Shore Regional 911 Center (also known as North Shore Regional Emergency 
Communications Center, or NSR911) is located in Middleton, Massachusetts.  NSR911 is a dual 
Public Safety Answering Point (PSAP, or operation that answers and directs 911 calls and requests 
for emergency assistance).  The center is a component of the State 911 Department operating 
under the Executive Office of Public Safety and Security for the Commonwealth of 
Massachusetts.  It was formed as a collaborative effort with the communities it serves. 
  
As a wireless PSAP, the NSR911 answers and directs approximately 400,000 wireless 9-1-1 calls 
for a population of about 1.8 million residents originating in Essex County, most of Middlesex 
County, six towns in Worcester County and all of Suffolk County, excluding Boston. This division 
covers over 955 square miles.  Additionally, the NSR911 is also the alternate answering point for 
the State 911 Department PSAP Operations Division 1 ς Framingham call center. 
  
On the regional side, the center answers and fully processes 9-1-1 calls for emergency assistance 
for five communities (Amesbury, Essex, Middleton, Topsfield, and Wenham, 
Massachusetts).  This includes radio dispatching units for police, fire, and EMS (emergency 
medical services) for these communities.  The NSR911 also receive, direct, and otherwise process 
related non-emergency calls for these communities. The member communities have a combined 
population of 42,505 and cover 65 square miles. 
 
Four advisory boards provide oversight of the center by member communities ς they include 
Police, Fire, Administrative, and Executive Advisory Board.   
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GOVERNANCE 
 

The North Shore Regional 911 Center is governed by an Intermunicipal Agreement (IMA).  This 
agreement is between the State 911 Department and each member community. Through the 
agreement, there are four governing advisory boards: Police, Fire, Administrative, and Executive. 
 
The Executive Advisory Board is comprised of the Chair of Administrative Advisory Board, three 
(3) at large members from the Administrative Advisory Board, the Chair of the Police Advisory 
Board, one (1) at large Member from the Police Advisory Board, the Chair of the Fire Advisory 
Board, and one (1) at large Member from the Fire Advisory Board.  The Executive Advisory Board 
advises the State 911 Department on the administration, budget, and operation of the North 
Shore RECC, including admittance of new members, approving the annual operating and staffing 
plans, approving the details of the transition to a shared radio frequency system, and approving 
operating policies and procedures that govern the operations of the North Shore RECC. 
 
The Police and Fire Advisory Boards consists of the respective chiefs from each department. 
These boards advise the State 911 Department on operating policies and procedures for the 
operation of the Regional Emergency Communications Center.  
 
There is also an Administrative Advisory Board that is comprised of either the Mayor, Town 
Manager, or Town Administrator of each Member community. The Board advises the State 911 
Department on the budget and operation of the North Shore RECC.  
 

2019 Board Representatives 
 

Executive Advisory Board 
Police Representatives Chief Thomas Perkins, PAB Chair 

Chief William Scholtz, PAB At-Large Member 

Fire Advisory 
Representative 

Chief Jen Collins-Brown, FAB Chair 
Chief Dan Doucette, FAB At-Large Member 

Administrative 
Representative 

Brendhan Zubricki, AAB Chair 
Anthony Ansaldi, AAB At-Large Member 
C. Kenneth Gray, AAB At-Large Member 
Andrew Sheehan, AAB At-Large Member 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 
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Fire Advisory Board (FAB) 
Amesbury Chief Ken Berkenbush 

Essex Chief Daniel Doucette 

Middleton Chief Thomas Martinuk 

Topsfield Chief Jen Collins-Brown, Chairperson 

Wenham Chief Stephen Kavanaugh 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

 

Police Advisory Board (PAB) 
Amesbury Chief William Scholtz 

Essex Chief Peter Silva / Chief Paul Francis 

Middleton Chief James DiGianvittorio 

Topsfield Chief Evan Haglund 

Wenham Chief Thomas Perkins, Chairperson 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

  

Administrative Advisory Board (AAB) 
Amesbury Mayor C. Kenneth Gray 

Essex Town Administrator Brendhan Zubricki, Chairperson 

Middleton Town Administrator Andrew Sheehan 

Topsfield Town Administrator Kellie Hebert 

Wenham Town Administrator Peter Lombardi 

State 911 
Representatives 

Frank Pozniak, Executive Director 
Norm Fournier, Deputy Executive Director 
Alyson Dell Isola, NSR911 Director 
Christopher Ryan, NSR911 Deputy Director 

 
 

Agendas for each advisory board are posted on the centerΩǎ ǿŜōǎƛǘŜΦ  !ƭǎƻΣ ƻƴŎŜ ŀǇǇǊƻǾŜŘΣ 
meeting minutes are available for past meetings. 
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Image 3: Map depicting North Shore RECC Member Communities 
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HISTORY 
 

The idea for Essex County to establish a regional emergency dispatch center was first discussed 
among various communities as early as 2005. Initially, 23 communities expressed at least some 
level of interest in joining a potential regional endeavor. As the discussions progressed, many 
communities ultimately decided that the center would not serve their interests appropriately and 
decided to withdraw from the process. In December 2008, a grant application was filed with the 
state 9-1-1 department to establish a regional emergency communications center, which would 
later be known as the Essex Regional Emergency Communications Center or ERECC. At the time, 
13 communities (Beverly, Danvers, Essex, Hamilton, Ipswich, Manchester-by-the-Sea, 
Marblehead, Methuen, Middleton, North Andover, Swampscott, Topsfield, and Wenham) had 
filed letters stating their interest in participating. In March 2009, a grant of $6,800,000.00 was 
awarded for the establishment of the ERECC. 
 
Ultimately, six communities, Amesbury, Beverly, Essex, Middleton, Topsfield, and Wenham, 
decided to join the ERECC. Inter-Municipal Agreements (IMAs) were executed between the 
Sheriff's Department and the participating communities during 2010.  Amid much optimism and 
accolades from local and state officials in attendance, the ground was broken for the new ERECC 
facility in October 2011. The ERECC was touted as a significant step toward regionalization, which 
many proponents say increases efficiency, while simultaneously reducing costs. The new state-
of-the-art facility, which was outfitted with the latest technology, cost approximately 
$12,000,000 to build and outfit. The $6,980,000 funding for construction was provided by the 
Commonwealth of Massachusetts, as was additional money needed to equip and furnish the 
facility. Operational control and direction of the new facility were assigned to the Essex County 
Sheriff's Department (ECSD). The ERECC facility opened for business in June 2013. 
 
In late 2013, after entering into an agreement with the Commonwealth of Massachusetts, the 
ERECC began handling 9-1-1 cell phone calls (wireless calls) made throughout Essex County, 
thirty-two communities in Middlesex County, and three communities in Suffolk County.  
 
In January 2015, the City of Beverly, which had not yet transitioned to the ERECC, announced it 
was withdrawing.  In July 2017, the Amesbury City Council overwhelmingly approved a request 
by the city's mayor to leave the ERECC and return to locally-based dispatch operations.  
 
Throughout its infancy, member communities expressed concerns about the ŎŜƴǘŜǊΩǎ ƻǇŜǊŀǘƛƻƴǎ, 
call taking, dispatch times, communications, and miscommunications.  Many factors have 
contributed to ERECC's troubled history. One of the most significant issues was that unrealistic 
promises were made to every potential participant to try to encourage them to join.  As a result, 
the center is now actively pursuing a more standardized approach to operations. Efforts have 
been made to streamline policies and procedures across each town and discipline.  
 
Despite the challenges that it has, and continues to face, the ERECC has achieved some very 
positive distinctions that both current and potential participants should view in a very favorable 
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way. Most prominent among these positives is that in May 2016, it was announced the ERECC 
met the minimum training standards for the Association of Public Safety Communications 
Officials (APCO) International Agency Training Program Certification and was awarded 
certification. Public safety agencies use the APCO International Agency Training Program 
Certification as a formal mechanism to ensure their training programs meet the American 
National Standards Institute (ANSI) approved standard. The ERECC is the first dispatch center in 
Massachusetts, and just the second one in New England, to receive the certification, also known 
as APCO P33. The ERECC also became the second PSAP in Massachusetts to achieve the National 
Center for Missing and Exploited Children (NCMEC) Missing Kids Readiness Project partnership. 
It also became the first PSAP in Massachusetts to become a National Weather Service Weather-
Ready Nation Ambassador. 
 
Lƴ нлмт ǘƘŜ {ƘŜǊƛŦŦΩǎ 5ŜǇŀǊǘƳŜƴǘ ŎƻƴǘǊŀŎǘŜŘ ǿƛǘƘ aǳƴƛŎƛǇŀƭ wŜǎƻǳǊŎŜǎ LƴŎƻǊǇƻǊŀǘŜŘ όawLύ ǘƻ 
perform an audit of the operations, management, and finances of the ERECC.  This report was 
finalized in February 2018.  Within the report, MRI made 125 recommendations.  These 
recommendations covered various topics like stakeholder perceptions, governance, 
organizational structure, and management, operations and finances, facility and equipment, 
benchmarking, and comparative analysis.  
 
On July 1, 2019, the management and operations of the center transitioned from the Essex 
/ƻǳƴǘȅ {ƘŜǊƛŦŦΩǎ 5ŜǇŀǊǘƳŜƴǘ ǘƻ ǘƘŜ {ǘŀǘŜ фмм 5ŜǇŀǊǘƳŜƴǘΦ  Within this transition, the State 911 
5ŜǇŀǊǘƳŜƴǘ ŀƎǊŜŜŘ ǘƻ Ŧǳƭƭȅ ŦǳƴŘ ǘƘŜ ƻǇŜǊŀǘƛƻƴ ŀƴŘ ǊŜƭƛŜǾŜ ǘƘŜ {ƘŜǊƛŦŦΩǎ Department from 
operational oversight.  Additionally, the organization'ǎ ƴŀƳŜ ƻŦŦƛŎƛŀƭƭȅ ŎƘŀƴƎŜŘ ǘƻ ǘƘŜ άbƻǊǘƘ 
{ƘƻǊŜ wŜƎƛƻƴŀƭ фмм /ŜƴǘŜǊέ ƻǊ b{wфммΦ 

 
Image 4: Map of Wireless Service Area - as of July 2019 
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ADMINISTRATION 
Human Resources 
 

Authorized Strength 
Personnel 
Allocation 

 2019 
Staffing 

Director 1 

Deputy Director 1 

Operations Manager 1 

Supervisor 8 

Telecommunicator 27 

Vacant Positions (4- TC, 1- Admin 
Assistant, & 1- Personnel & Special 
Projects) 

6 

TOTAL 44 

 

Recruitment 
The center has established an extensive hiring and recruitment process.  Candidates are required 
to undergo a multi-tasking test, oral board interview, psychological screening, drug and hearing 
tests, and submit to an extensive background investigation.  To seek the most qualified 
candidates, the center regularly advertises vacancies on its website, through social media, in 
industry publications, and through newspaper advertisements. 
 

Selection 
In 2019, the center performed an aggressive hiring campaign and hired a total of fifteen (15) 
employees (2 have since left).  The center has also partnered with the State 911 Department to 
seek qualified candidates through various colleges in the state. 
 

Promotion 
There were no employee promotions during the calendar year 2019. 
 

Service Milestones 
The following employees celebrated significant milestones of employment during the calendar 
year 2019: 
 
Retirements: 

Joanne Marks, Personnel & Special Projects Manager 
 
5 Years of Service: 

Cynthia Matos, Telecommunicator  
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Employee Turnover 
Exit interviews are conducted with employees who voluntarily leave NSR911. This is an essential 
ǘƻƻƭ ǳǎŜŘ ǘƻ Ŧǳƭƭȅ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ŜȄǇŜǊƛŜƴŎŜ ǿƘƛƭŜ ǘƘŜȅ ǿƻǊƪŜŘ ŦƻǊ NSR911. Data 
collection and analysis help identify individual problems versus an emerging trend and identify 
issues systemic to the organization or reflective of a business unit. This information is reported 
regularly, and appropriate action is taken as needed. 
 
The table below provides a 5-year snapshot of employee turnover at the NSR911. 
 

Reason CY15 CY16 CY17 CY18 CY19 

Terminated 0.00% 1.92% 3.85% 1.92% 11.36% 

Resigned in Lieu of Termination 7.69% 5.77% 1.92% 1.92% 4.55% 

Pursue Other Dispatch Job 5.77% 5.77% 5.77% 9.62% 0.00% 

Pursue Law Enforcement Job 0.00% 7.69% 1.92% 3.85% 0.00% 

Retirement 1.92% 0.00% 1.92% 0.00% 4.55% 

Seek other Employment 5.77% 21.15% 17.31% 7.69% 4.55% 

Transfer to ECSD 3.85% 0.00% 1.92% 0.00% 0.00% 

TOTALS 25.00% 42.31% 34.62% 25.00% 25.00% 
 
NOTE: This report was previously displayed using fiscal year data and has been modified to show 
calendar year. 
 

 
 

Absenteeism Rate 
As identified through Administrative Key Performance Indicators (KPIs), the center evaluates its 
absenteeism rate as compared against the average ōȅ άtǳōƭƛŎ {ŜŎǘƻǊΣ {ǘŀǘŜ DƻǾŜǊƴƳŜƴǘ 9ƳǇƭƻȅŜŜǎ,έ 
according to the Bureau of Labor Statistics.  The NSR911 objective is to have a rate of less than 3.4% 
annually.  For the ŎŀƭŜƴŘŀǊ ȅŜŀǊ нлмфΣ ǘƘŜ b{wфммΩǎ ǊŀǘŜ ǿŀǎ 2.41%. 
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Organizational Chart 
 

 
 

Image 5: Organizational Chart 
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OPERATIONS 
 
Staffing 
The North Shore Regional 911 Center Telecommunicator staff consists of Supervisors, Radio 
Dispatchers, and Wireless Call Takers.  Telecommunicators (TCs) operates ŀŎǊƻǎǎ ǘƘǊŜŜ ǎƘƛŦǘǎΥ ά!έ 
shift from 0000 ς лулл όƻǾŜǊƴƛƎƘǘύΣ ά.έ {ƘƛŦǘ ŦǊƻƳ лулл ς 1600 (day)Σ ŀƴŘ ά/έ {ƘƛŦǘ ŦǊƻƳ мслл ς 
0000 (evening).  The TC collective bargaining agreement also allows for the following swing shifts 
as needed: 1000-1800, 1200-2000, and 1800-0200.  The NSR911 Supervisory Telecommunicators 
ƻǇŜǊŀǘŜ ŀŎǊƻǎǎ ǘƘǊŜŜ ǎƘƛŦǘǎΥ ά!έ ǎƘƛŦǘ from 2300 ς лтллΣ ά.έ ǎƘƛŦǘ ŦǊƻƳ лтлл-мрллΣ ŀƴŘ ά/έ {ƘƛŦǘ 
from 1500-2300. 
 
Staffing patterns and levels are determined by Management and Scheduling Coordinators based 
on data derived from several sources, including historical call volume, weather patterns, and 
ƻǊƎŀƴƛȊŜŘ ŜǾŜƴǘǎΦ ¢ƘŜ ƴǳƳōŜǊ ƻŦ ¢/Ωǎ ǇŜǊ ǎƘƛŦǘ Ŏŀƴ ƛƴŎǊŜŀǎŜ ƻǊ ŘŜŎǊŜŀǎŜ ŘŜǇŜƴŘƛƴƎ ƻƴ ǘƘŜǎŜ 
factors.  hŦǘŜƴ ǎǘŀŦŦƛƴƎ Ƴŀȅ ōŜ ƛƴŎǊŜŀǎŜŘ ŘǳǊƛƴƎ ǘƘŜ άǇŜŀƪέ ǎŜŀǎƻƴ ƻŦ ǎǳƳƳŜǊΣ ŦƻǊ ǎǇŜŎƛŀƭ ŜǾŜƴǘǎ 
(e.g., 4th ƻŦ WǳƭȅΣ bŜǿ ¸ŜŀǊΩǎ 9ǾŜΣ ŜǘŎΦύ ƻǊ ƛǎƻƭŀǘŜŘ ǿŜŀǘƘŜǊ Ŝvents, such as winter snowstorms.  
 
On average, for the Wireless function during B and C shifts, the staff includes three (3) wireless 
call takers, supported if necessary, by the on-duty Supervisor. For the A shift (overnight), staffing 
is set at two (2) wireless call takers and the on-duty Supervisor.  For the Regional function, all 
three shifts, A, B, and C shifts, are set at three (3) radio dispatchers and the on-duty Supervisor. 
This yields a total of 6 ¢/Ωǎ ŀƴŘ ƻƴŜ {ǳǇŜǊǾƛǎƻǊ ƻƴ . ŀƴŘ / ǎƘƛŦǘǎΣ ŀƴŘ 5 ¢/Ωǎ ŀƴŘ ƻƴŜ {ǳǇŜǊǾƛǎƻǊ 
on the A (overnight) shift.  Each shift always has one scheduled on-duty Supervisor. 
 

Shift Regional TCs Wireless TCs Supervisors 

A 3 2 1 

B 3 3 1 

C 3 3 1 

 
Terminal Agency Coordinator 
Supervisor Alexander McKeon serves as the Terminal Agency Coordinator for the NSR911, and 
Supervisor Todd Owen is the Alternate Terminal Agency Coordinator.  The Terminal Agency 
Coordinator (TAC) is an individual designated by the Director of the NSR911 to serve as a liaison 
between the agency and the Commonwealth.  The TAC assumes the responsibility of ensuring 
compliance with Commonwealth and NCIC policies and regulations, as well as displaying 
knowledge about the telecommunications system and the general operation of the terminal 
equipment. 
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During the calendar year 2019, the center assisted in the verification of the following records: 
 
 
 

 Amesbury Essex Middleton Topsfield Wenham TOTAL 

Stolen Gun 6 8 4 7 5 30 

Stolen Plate 6 4 3 0 0 13 

Stolen Vehicle 1 0 1 0 0 2 

Missing Person 0 0 1 0 1 2 

Wanted Person 3 0 0 4 0 7 

TOTAL 16 12 9 11 6  
 

SPECIALIZED ASSIGNMENT REVIEW 
Accreditation Manager ς The agency has designated a ǎǳǇŜǊǾƛǎƻǊ ǘƻ ŀŎǘ ŀǎ ǘƘŜ b{wфммΩǎ 

accreditation manager.  The agency seeks to be accredited by the Commission on Accreditation 

for Law Enforcement Agencies ό/![9!ύΦ  ¢ƘŜ ŀŎŎǊŜŘƛǘŀǘƛƻƴ ƳŀƴŀƎŜǊ ƻǾŜǊǎŜŜǎ ǘƘŜ ŀƎŜƴŎȅΩǎ 

policies to ensure compliance with CALEA standards.  Once the NSR911 is able to meet CALEA 

standards, this individual will work with CALEA to undergo a review and pursue accreditation. 

 

CAD Administrator ς A supervisor acts as the CAD Administrator for the NSR911.  This individual 

is responsible for ensuring that the system is functioning correctly and to coordinate/assist each 

police and fire department to ensure their systems are also working correctly. 

 

Training Supervisor ς hƴŜ ƻŦ ǘƘŜ b{wфммΩǎ ǎǳǇŜǊǾƛǎƻǊǎ ƛǎ ŘŜǎƛƎƴŀǘŜŘ ŀǎ ǘƘŜ ǘǊŀƛƴƛƴƎ ǎǳǇŜǊǾƛǎƻǊΦ  

This individual is charged with overseeing the entire training program for both new hires and 

ongoing continuing education of current staff. 

 

GRIEVANCES 
During 2019, there were no grievances filed against the NSR911. 
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COMMUNITY INVOLVEMENT & PUBLIC EDUCATION 
Police IT User Group ς Each police department has delegated an officer to participate in an 
Informational Technology user group with the ERECC.  These meetings provide participants with 
an opportunity to make changes and work collectively on issues with the Computer-Aided 
Dispatch and Records Management System in a controlled environment.   
 

Fire IT User Group ς Each fire department has delegated a firefighter to participate in an 
Informational Technology user group with the ERECC.  These meetings provide participants with 
an opportunity to make changes to the Computer-Aided Dispatch and discuss issues with the 
Records Management System or electronic Patient Care Reporting (ePCR) system in a controlled 
environment.   
 

911 Center Tours & Speaking Engagements 
 
 
On January 16, 2019, the Massachusetts 
Communications Supervisors Association 
held one of its monthly meetings at our 
facility.  Over thirty (30) members attended 
the meeting and subsequent tour of the 
facility. 
 
 
 
 

 
 

During April, the center hosted 
a barbeque in appreciation of 
its employees and to celebrate 
National Telecommunicator 
Appreciation Week.  Numerous 
stakeholders from member 
communities attended this 
event, in addition to the 
families of our staff. 
 
 
 
 
 
 

Image 6: MCSA Meeting 

Image 7: Community Stakeholders pose for a photo during our BBQ 
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Image 8: Telecommunicators pose for a photo during our BBQ 

 
April 27, 2019, 
Operations Manager 
Delp and Supervisor 
Shamshak presented at 
the Communications 
Training Officer (CTO) 
Training Day, which was 
held at Framingham 
State University. Here 
they presented on the 
topic Calibrating your 
Training and CTO 
Program.  

Image 9: Operations Manager Lee Delp & Supervisor Katrina Shamshak 




























































